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Methodology 

• Telephone survey 

• Customers who rode with Access at least once in the 
previous six months 

• Conducted in December 2011 

• Scientific sample of 1,204 

• Average questionnaire length of 23 minutes 

• Sampling error margin of + 2.8 percentage points 



The Driver 

How helpful was the driver? 

Very 
75% 

Somewhat 
19% 

Not Very 
5% 

How courteous was the driver? 

Very 
72% 

Somewhat 
20% 

Rude 
 4% 

How satisfied are you with the driver? 

 

Very 
72% 

Somewhat 
20% 

Dissatisfied 
5% 

n=1,204 



Reservation Agent 

How courteous was the reservation agent? 

Very 
64% 

Somewhat 
22% 

Rude 
6% 

How satisfied are you with the reservation agent? 

Very 
62% 

Somewhat 
25% 

Dissatisfied 
6% 

Yes 
93% 

No 
6% 

Was the reservation accurate? 

n=1,123 



Customer Service Rep 

How courteous was the customer service representative? 

Very 
62% 

Somewhat 
24% 

Rude 
7% 

How satisfied are you with the customer service representative? 

Very 
61% 

Somewhat 
24% 

Dissatisfied 
9% 

n=500 



The Vehicle 

Very 
66% 

Very 
63% 

Very 
71% 

Very 
67% 

Somewhat 
18% 

Somewhat 
23% 

Somewhat 
18% 

Somewhat  
21% 

Dissatisfied 
3% 

Dissatisfied 
8% 

Dissatisfied 
5% 

Dissatisfied 
9% 

How satisfied were you with … ? 
Ride 

Cleanliness 

Comfort 

Appearance 

n=1,204 



Like Most About Most Recent Ride 

54% 

6% 

3% 

2% 

1% 

26% 

2% 

1% 

3% 

1% 

1% 

6% 

6% 

4% 

1% 

12% 

DRIVER

Driver Helpful/Courteous

Felt Safe/Arrived Safely

Driver Competent/Professional

Driver Waited/Patient

Driver Called Ahead

ROUTING/PUNCTUALITY

On Time/Punctual/Fast

Convenient/Pick Up/Drop Off Where Desired

RESERVATION PROCESS

Reservation Process Easy/Agents Helpful

VEHICLE

Vehicle Clean/Comfortable/Liked Vehicle

Liked Music/Ambience

Only Person in Car

OTHER

Positive Experience/Satisfied

Appreciate Service/Service Helpful

Comfortable Drive/Pleasant Trip

Price/Affordable

Nothing/D.K.

n=1,204 



Liked Least About Most Recent Ride 

6% 
4% 

1% 
1% 
1% 

13% 
9% 

7% 
6% 

3% 
2% 

7% 
5% 

2% 

5% 
3% 

1% 
1% 
1% 

46% 

DRIVER

Driver Rude/Unfriendly/Not Helpful

Driver Never Arrived/Did Not Wait

Did Not Call Out/Did Not Call

Drove Too Fast/Reckless/Unsafe

Driver Not Competent/Got Lost

ROUTING/PUNCTUALITY

Share Ride

Arrive Late/Too Early

Trip Takes Too Long

Wait Too Long/Long Wait for Pick Up

Problems with Accuracy Drop Off/Pick Up

Missed Appointments

VEHICLE

Vehicle Too Small/Crowded

Vehicle Uncomfortable/Entry-Exit Hard/Dirty

Sent Taxi/Don't Like Taxi

RESERVATIONS

Problems With Reservation/Last Minute Needs

Agents Rude/Difficulties With Agents

OTHER

Ride Bumpy/Rough/Disliked Ride

Problems With Tap ID Card/Need ID Card

Other

Nothing/Liked Experience

n=1,204 



Satisfaction with Total Experience 

Very Satisfied 
62% 

Somewhat Satisfied 
25% 

Neither 
4% 

Dissatisfied 
8% D.K. 

1% 

n=1,204 



Quality of Service Last 2 Years 

Improved lot 
31% 

Improved little 
25% 

Unchanged 
25% 

Gotten little worse 
8% 

Gotten lot worse 
8% D.K. 

3% 

n=1,204 



How Service Quality Improved 

46% 

32% 

21% 

19% 

1% 

19% 

10% 

1% 

16% 

13% 

9% 

7% 

15% 

6% 

3% 

1% 

1% 

More punctual/On time

DRIVER RELATED

Drivers friendlier/More courteous

Drivers more helpful

Drivers Better/More Careful

Call Out/Call When Arrive

VEHICLE RELATED

Vehicles are cleaner/More comfortable

Vehicles easier to enter/Exit

Better Planned Ride Shares/Less Crowding

RESERVATION PROCESS

Reservation process easier/Better

Reservations agents friendlier/More helpful

Reservation agents more knowledgeable

Better information/More understandable

OTHER

More responsive to my needs

Offers more services/Better programs

Better-General Positive

TAP ID Cards

More Vehicles/More Drivers/Taxis
n=641 



How To Improve Experience 

20% 

19% 
11% 

10% 
5% 

4% 
3% 

9% 
6% 

5% 
4% 

2% 

11% 
9% 

5% 

9% 
2% 

1% 

10% 
1% 

Nothing/No Change Needed

ROUTING/PUNCTUALITY

Pick up on Time/Don’t Make Me Wait 

Better Trip Routing/More Direct Routes

Eliminate Share Ride/Fewer Stops

Arrive at Destination/Appointment On time

Shorten Travel Time/Take Fastest Routes

Drop Off/Pick Up At Desired Destination

DRIVERS

Driver More Friendly/Helpful

Always Do Call Out/Call When Late

Never Leave/Always Wait

Train Drivers/Better Training for Drivers

Drive Careful/Obey Speed Limit

RESERVATIONS

Same Day/More Flexibility

Reservations Process

Reservation Agents More Friendly/Helpful

VEHICLES

Don’t Overcrowd Vehicle/Easier Entry/Exit 

Fix Vehicles/Clean Vehicles

Don't Use Taxis

OTHER

Expanded Hours/Weekend Service/Appointment Slots

Fix Tap ID Card/Get Me Tap ID Card

n=1,204 



Status of TAP ID Card 

Received and used 
20% 

Received but not 
used 
15% 

Not received 
65% 

n=1,204 



Used TAP ID Card 

52% 

31% 

3% 

Ride the bus or rail Pay your fare on Access Services Purchase items other than transit
fares

n=241 



Rate Experience with TAP ID Card 

Excellent 
45% 

Good 
29% 

Fair 
15% 

Poor 
6% 

D.K. 
5% 

n=241 



Final Thoughts 

• Customers are satisfied 
• They like and appreciate the service 
• They believe it is improving 
• They have a few complaints 

– Shared rides 
– Punctuality 
– Reservation flexibility and availability 

• A few things to improve 
– On-time pick-ups and on-time delivery 
– More flexibility with reservations, particularly same day 
– Fewer shared rides 

• TAP ID Card is still new 
– Needs more time 
– Needs continued marketing and information efforts 



Questions ? 

 


